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Operational Improvements

• Rapid Response Team 

• Agency Technical Empowerment 

• PC Depot

• Expedited PC Replacement Shipping

• Help Desk Re-design

• Inventory and Billing Disputes

• Inventory and Billing Errors

• Storage Management

• Work Request Process Re-design

• Work Request and Procurement Times 
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• Provides timely support and communications to 

resolve severity 1 and 2 incidents

• Goal

– Notify agency within 15 minutes of incident diagnosis

– Provide immediate access to technical resources

Rapid Response Team
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Rapid Response Team - Metrics

Rapid focus, timely response and communications

• 91 incidents notified to agencies since reporting began in June

• All notified within 15 minutes of incident diagnosis
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• Provides administrative rights for agency IT staff to 

better support business needs

• Goal

– Provide local admin rights to PCs upon request

– Provide server admin rights to servers upon request

Agency Technical Empowerment



5

Agency Technical Empowerment - Metrics

Providing agencies admin rights where needed to meet business needs
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• Reduces repair time of PCs by having a 

replacement supply of equipment available

• Goal

– Replacement in 24 hours in the metro Richmond, 

Hampton Roads, NoVA areas

– Other locations within 48 hours

PC Depot
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PC Depot - Metrics

• Averaging approx 14 clock hours to repair PC hardware issues

Depots are reducing repair time of PCs

Depot Begins
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• Ships replacement PCs on request for employees 

at remote locations, including homes

• Goal

– Delivery of proposal to VITA by end of Oct 2010

Expedited PC Shipping
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• Changes in staffing models, procedures and quality 

assurance reviews at the VCCC to continuously 

improve the service we are providing

• Goal

– Decrease misrouted tickets while improving the 

quality of ticket resolution

– Decrease re-worked tickets while improving the 

quality of ticket resolution

Help Desk Re-Design
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Help Desk Re-Design - Metrics

Benchmark  = 10 % Re-advertised process

Misrouted tickets continue to remain below target benchmark
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Help Desk Re-Design - Metrics

Benchmark  = 8 %

Reworked tickets continue to remain below target benchmark
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• Puts an IT corrections process in place to formalize 

request, routing and resolution of billing disputes

• Goal

– Ensure billing dispute resolution remains a priority

– Commit to addressing Northrop Grumman actions 

within a 30-day period

Inventory and Billing Disputes
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Inventory and Billing Disputes - Metrics

Ensuring staffing levels are maintained to meet performance target

• 89 open billing disputes in process as of 10/14

• Added additional staff in late Sept – Oct to expedite dispute resolution
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Inventory and Billing Disputes - Metrics

Performing closure activities within 30 day period

• 48 billing disputes have been CLOSED as of 10/14

• Days between Northrop Grumman research complete and 

dispute closure allows changes to be validated in the next bill
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• Tracks inventory quantity errors identified by 

agencies through billing disputes

• Goal

– Reduce billing related errors

– Implements new asset verification process

Reporting metrics are still being developed

Inventory and Billing Errors



16

• Ensures timely, effective solution proposals 

delivered to agencies 

• Goal

– Improve and implement process changes to reduce 

backlog of work

– Defining most frequently requested services as 

standard products for service catalog

– Piloting 10 standard forms and templates

Work Request Process Re-Design



New Processes Are in Place:

1. Standard Work Request Forms

• Piloting or using initial 10 forms

• Developing next 10 forms

2. Custom (design & build) Work Request

• Agencies provide complete business/functional requirements

• NG provides cost estimate to complete design and implement

• Agency approves funding (NTP) to complete design

• NG provides design with SOW/proposal

• Agency approves implementation (NTP)

• NG builds and implements design

Work Request Process Re-Design - Status



Form Status

ABC Managed Router & Firewall In Production

Managed Router Ready to Pilot

Managed Firewall Piloted at DJJ—in production

Site to Site VPN Pilot with VITA/Dickenson County

Wireless Network Service (New) Piloted at VEC—in production

Wireless Network Service (Replacement) Piloted at JYF—in production

Software Installation Piloted at DBHDS—in production

Data Storage Being finalized

Virtual Server Service Piloting VDH

Infrastructure Labor Piloted at ABC—in production
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• Establishes work request and procurement 

processing times to improve delivery and execution

• Goal

– Time to deliver  – From requirements completion until delivery 

of the work proposal to VITA

– Time to commence – From receipt of the notice to proceed to 

project kick-off meeting

– Ordering time - From receipt of purchase orders in eVA to order 

placed by Northrop Grumman

Reporting metrics are still being developed

Work Request and Procurement 

Processing Times



20

• Provides guidance and how to information to better 

manage agency storage consumption

• Goal

– Establish awareness of new storage offerings

– Provide guidance on managing storage

– Assist agencies in choosing the right tier(s) of storage

Storage Management



Strategy has been defined:

• Communicate via existing communication vehicles: 

 AITR meetings

 CIO Council meetings 

 CSLs 

 Leadership Communiqué

 Network News

 VITA website > AITR section

• Gather questions from agencies 

• Develop series of mini-newsletters

• Conduct joint training sessions via webinars

Storage Management - Status

Look for storage tip sheets on the VITA website !
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Storage Management – Tip Sheets

www.vita.virginia.gov/councils/default.aspx?id=12542
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• Purpose: Discusses refresh and upgrade of storage 

infrastructure and implementation of Tier 2 storage 

technology at CESC / SWESC

• Facts:
– Mainframe and Server Storage at CESC & SWESC being 

refreshed

– Data migration begins now and will continue into the second 

quarter of 2011

– Moving the data will require a brief outage

– Migration will preserve and maintain agency data

Storage Management Tip for Oct 15
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Oct. 27, 2010

Oct. 23-24, 2010
• Storage area network (SAN) fabric switch upgrade
• Agencies reduce/minimize processing

Nov. 27-28, 2010
• Tier 1 mainframe and server cutover to new disk
• Dec. 5, 2010 fallback date 

Dec. 20, 2010

• Begin Tier 2 cutover pilots (Northrop Grumman, VITA)
• Commence agency cutover based on schedule requirements 

and agency discussion

Jan. 9, 2011 through
second quarter 2011

• Continue agency Tier 2 migrations 

• Meeting with agencies using mainframe or Tiers 1 or 2 
• Time: 10 a.m.
• Place: CESC, Room 1223
• Contact: mike.shaffer@vita.virginia.gov for dial-in 

information if you cannot attend in person

• Tier 1 subsystem code upgrade
• Agencies reduce/minimize processing
• VITA network attached storage (NAS) unavailable

• Tier 2 subsystems code upgrade
• Agencies reduce/minimize processing

Nov. 14, 2010

Nov. 21, 2010

• Dates provided are for planning purposes and will be socialized with agencies
• All work will be done during Saturday night/Sunday morning maintenance windows

Storage Management Tip for Oct 15

mailto:mike.shaffer@vita.virginia.gov

